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Government On-Line 2005— 
From Vision to Reality ... and Beyond 


I am very proud and fortunate, 

as Minister of Public Works and 
Government Services Canada, to have 
the responsibility for the Government 
On-Line (GOL) Initiative. It 
continues to be a great success story 


of the Government of Canada. 


The GOL Initiative took shape from 
the ambitious vision to make Canada 
the most connected government to its 
citizens among all countries in the world. 
The vision was to give Canadians the 


ability to access all government infor- 


mation and services anytime, anywhere g,jc Davies, Executive Director of GTEC Week, presents Minister Scott 


and in the official language of their 
choice. This vision is now firmly 
embedded in Canadian reality. Indeed, 
for many Canadians, GOL is their 
preferred method for convenience and 
efficiency in dealings with government. 
Whether making camping reservations 
on the Parks Canada Web site or filing an electronic 
income tax return with the Canada Revenue Agency, 


Canadians are reaping the benefits of GOL. 


Since its inception in 1999, GOL’s government-wide 
accomplishments have been impressive. This report 
highlights some of the great work done in 2004 by 
the 34 GOL participating departments and agencies 


Brison with a plaque commemorating Public Works and Government 
Services Canada’s participation at GTEC Week 2004. 


GTEC is Canada’s unique multifaceted learning and networking event 
for Information Technology professionals in the public sector. GTEC 
Week showcases the leading-edge expertise and technology solutions 
that drive government on-line across Canada, and around the world. 


to ensure that citizens and businesses have access to 
a wide range of quality, seamless electronic govern- 
Le, Le 


ment services. 


We had committed to putting the services Canadians 
most commonly use on line and we are delivering on 
that commitment. But GOL accomplishments have 


now gone much further. As it evolved, GOL has 
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brought about a vast transformation in the way the 
Government of Canada delivers services to citizens. 
Service delivery is faster, more convenient, less costly 


and available on demand. 


I am confident that we will pursue this transforma- 
tion successfully to create a truly horizontal and 
transparent service delivery channel for citizens, 
designed to provide services from all levels of 


government, 


In responding to Canadians’ needs, we have devel- 
oped a world-leading electronic channel that comple- 
ments existing telephone and in-person service points. 
Regardless of the method that Canadians choose to 
communicate with the Government of Canada, 
whether it is to obtain information on programs or 
to carry out transactions on-line, we will deliver our 


services across all channels. 


We look forward to serving you in person, by tele- 
phone, by mail — or right now over the Internet. The 
Government of Canada is just a click away on the 


Web at www.canada.gc.ca. 


Ney — 


Scott Brison 
Minister 


Public Works and Government Services Canada 


On the Right Track 


In December 2003, the opera- 
tional management of the 
Government On-Line (GOL) 
Initiative was transferred to 
Public Works and Government 
Services Canada while the 
responsibilities for the policy 
side of GOL remained with the 
Treasury Board of Canada Secretariat. This change 


recognized that investments in the electronic channel 
and on-line service delivery have evolved from 
“special project status” to normal business for the 


Government of Canada. 


This natural step in GOL’s evolution has brought 
us closer to a single-window access to all levels of 


government services. 


That transformation will be a quantum leap forward. 
Exciting, a little daunting, but not beyond our skills 
and abilities. I know this to be true because I have 
seen what we have already accomplished. What 
seemed unimaginable a decade ago is almost a 
reality now. Every day, Canadians interact with their 
government in person, by telephone, by mail or on 
the Internet. Every day, we get closer to achieving 
our goal and every day, we receive positive feedback 
about the excellent quality of services, reduced wait 


times and enhanced accessibility. 


Canadians have told us again and again, they want a 
single point of access to government services and 
Le Le 


information, when they need it and by the method 


they choose. To meet this challenge, we have had to 
revisit internal processes and systems to streamline 
the workings of government. There have been a 
number of challenges but I think that we can proudly 
say that we have succeeded. This report details the 
progress we have made this year and highlights many 
examples of different levels of government working 


together to deliver services to Canadians. 


As GOL continues to deliver on its mandate, we 

can celebrate what it has already achieved. We have 
expanded the scope of our services, made them more 
responsive and built trust and confidence in on-line 
services through the Secure Channel — the backbone 
of the Government of Canada’s infrastructure that 


provides Canadians with secure and private access to 


federal GOL services. 


We are on the right track. Today Canadian business- 
es and citizens expect the electronic delivery of gov- 
ernment services. We will pursue whole-of-govern- 
ment service transformation. And, we will forge 
ahead with the integration of government services 
across all channels to improve access for all 
Canadians and enhance client satisfaction with the 


Government of Canada’s delivery of services. 
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I. David Marshall 
Deputy Minister 


Public Works and Government Services Canada 
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From Vision to Reality ... and Beyond 


This is the third annual report tabled before Parliament by the GOL Initiative to update 
Canadians and Members of Parliament on its activities. This overview focuses on the 
improvements achieved in 2004 by the GOL Initiative in ensuring accessibility, providing 
better and more responsive on-line services, and building trust and confidence in 
transacting on-line. It also highlights the year’s outstanding success stories and 


upcoming challenges. 


Designed for Canadians 

The key to GOLs success has been its ability to deliver 
the range of seamless, integrated services that citizens 
and businesses specifically need and expect. The services 
we have developed over the last year are solidly based 
on our knowledge of what citizens want. We listen to 
Canadians; through focus groups and extensive public 
opinion research, we identify needs and focus our 
efforts on delivering seamless, integrated and quality 


services to them. 


Increasing Take-up 

The Government of Canada has made a firm 
commitment to ensuring effective management of 
programs and services across delivery channels. The 
on-line channel provides a key self-service option for 
Canadians, allowing for clients to take advantage of 
services anywhere and at any time they have access to 
the Internet. In promoting the use of on-line services 
for its clients, government is aiming to demonstrate 
the value added in terms of service accessibility, 


reduced processing delays, and reduced costs to both 


the client and the taxpayer. This continues to be one 


Take-up of on-line services is now at 30%, which 
represents a growth rate of 25% over the previous 
year. This is partly driven by one of the pioneer 
applications of the Canada Revenue Agency (CRA), 
electronic filing of individual income tax returns. 
It is predicted that usage of the CRA electronic 
filing service for individual returns will continue 
to increase to 70% for the 2007 tax year. 
(Source: CRA, Corporate Business Plan) 


The GOL Initiative is currently developing a strategy 
to ensure on-line services are more widely used. As 
part of this strategy, we will ensure that Canadians 
are better informed of what services are available 
on-line and encourage them to take advantage of the 
speed, convenience and lower cost of doing business 


with government electronically. Take-up is also linked 


From Vision to Reality ... and Beyond 


Cae eae > Se 


to migrating citizens from traditional service channels 
such as the telephone, mail or in-person service to the 


electronic channel. 


Integrating Information and Technology 
Two factors that influence the take-up of GOL services 
are the user friendliness of the system and the trust 
Canadians have in the privacy of on-line transactions. 
One step we will take toward enhancing user 
friendliness is to eliminate repetitive data inputs by 
the user that are not essential for the confidentiality 


of a transaction. 


Privacy of information is a fundamental principle of 
GOL. It is supported by information management 
standards, developed by the Canadian government, 
to clearly define the steps involved in collecting and 
sharing information over the Internet using tools 
such as the Privacy Impact Assessment (PIA). 
Chapter 4 of this report outlines the work done in 
2004 to harmonize information management and 


information technology. 


Working Together 

[he GOL Initiative has helped transform the way 
sovernment works. The need to deliver services com- 
plete with their full range of options is breaking 

down barriers between jurisdictions and departments. 
his has created a more efficient and collaborative 
environment within government and among different 
levels of governments. Some services are offered to 
clients through subject and audience based gateways 
and clusters. This method of service and information 
delivery has necessitated a culture change within 
government. Departments are moving from a silo 
governance structure built along departmental lines 
to a horizontal, collaborative environment that 
encourages cooperation between federal departments 


and with our provincial and municipal counterparts. 


The Road Ahead 


The GOL Initiative has evolved to become a key 


foundational element as the Government of 


Canada moves towards whole-of-government 


service transformation. 


From the onset, GOL has built a framework of rigorous 
reporting requirements, robust collaborative and 
consultative mechanisms as well as regular monitoring 
and analysis functions to ensure we reach our 2005 
objectives. In 2004, GOL gained significant maturity 


and confidence. 


All 130 of the most commonly used services now 


have an on-line presence with various degrees of 
functionality. To date, we have reached 91% of 
our average progression target. 


In the years ahead, expertise and best practices gained 
through the GOL Initiative will be channelled to 
other government-wide initiatives that will transform 
government to be more accessible and responsive to 
the needs of Canadians. 


On the international front, GOLSs success has been 


widely recognized. 


Since the inception of the initiative, Canada won 
the prestigious Accenture Award for best 
e-government 4 years in a row (2001-2004). 


Canada hosted numerous international delegations 
to showcase our know-how, best practices and 
performance, and participated in a large number of 
international events. The United Nations and Brown 
University have also recognized Canada’s innovations 
and its contribution to redefining service delivery in 
general. Our reputation has attracted attention from 
many countries, for example Mexico, Norway, France, 
Russia and Australia, who want to learn from our 
experience. We look forward to further developing 


our collaborative work with others. 
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Why GOL? 

GOL was launched in response to increasing 
demands by Canadians to make information and 
services available on-line while continuing to 


provide services through traditional modes. 


Canadians are among the world's most enthusiastic 
users of the Internet. According to a 2004-05 EKOS 


survey on trends in Internet usage and access: 


+ 78% of Canadians had used the Internet in the 
past three months. 

+ 72% of Canadians had Internet access at home. 

+ Canadian households with high-speed Internet 
access now outnumber those with dial-up. 

+ 44% of Canadians have made purchases on-line 
and 43% do their banking over the Internet. 

+ 64% of Internet users are comfortable submitting 
personal taxpayer information over the Internet to 
the Canada Revenue Agency. 

+ 71% of Internet users have used a Government 
of Canada Web Site in the past 12 months; on 
average, there are 1.2 million visits to the Canada 
Site (Canada.gc.ca) every month. 

+ 31% of Canadians say their most recent contact with 
the Government of Canada was via the Internet. 

+ Users of Government of Canada services on the 
Internet report an 81% satisfaction rating of these 
services (either satisfied or extremely satisfied). 

+ 77% of Canadians having recent contact with the 
federal government said that accessing the Internet 
service was easy, compared to 67% across all services. 

+ 76% of current Internet users believe that the 
Internet has made it easier to find information 
about government programs and services. 

+ 46% of all Canadians would be most likely to visit 
a government Web site to find information about 
a government program or service, making it the 


preferred method overall. 


+ 90% of Canadian Internet users and 38% of 
non-users expect to use the Internet to deal 
with governments in the future. 

+ 42% of Canadians expect that they will do most 
of their transactions with the Government of 


Canada over the Internet in the next five years. 


What Is Government On-Line? 


The Government On-Line (GOL) Initiative is a key 


component of the Government of Canada’s service 


strategy, which is guided by two principles: 


+ organizing services and information around the 
needs and expectations of Canadians, businesses 
and international clients (client-centred); and 

+ taking a “whole-of-government” approach to 
provide access to the entire range of government 
services regardless of what channel is used 
(telephone, in-person, mail or Web) or which 
department, agency, or level of government is 


responsible for the service. 


GOL is about using information 

technology to: 

+ make government more accessible, and serve all 
Canadians (Chapter 1 — Accessibility); 

+ make on-line service better and more responsive 
(Chapter 2 — Better and More Responsive 
Services); 

+ build trust and confidence in transacting on-line 
(Chapter 3 — Building Confidence and Trust in 
On-Line Services); and 

+ lay the foundation for service transformation 
(Chapter 4 — Building on Our Successes and 
Strengthening Results). 
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CHAPTER 1 
Accessibility 


Anytime, Anywhere, Anyone 

In a country like Canada, accessibility means many 
different things to many different people. For a visually 
impaired person using the NRCan Mapping for 
Visually Impaired site (www.tactile.nrcan.gc.ca) to plan 
a trip or for a truck driver using the Canada Wireless 
Portal (wap.gc.ca from a wireless device) to check on 
border wait times between Canada and the United 
States, accessibility is about breaking down barriers. It 
means that on-line services and information are easily 
and quickly accessible regardless of the equipment or 
type of connection being used to access the Internet. 
It is about access to information and service anytime, 


anywhere, to anyone and in both official languages. 


www.canada.gc.ca — 
oint of Access for All 
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“The Canadian national portal ... is clear evidence 
that nations, governments, and even communities 
can and must work to find the look, feel and 


approach to e-government that will work best for 
their specific situation — no one size fits all” 
UN Global e-Government Readiness Report 2004 


The GOL Initiative has continued its efforts to 
ensure that government information and services 


on the Internet are organized to maximize access. 


Accessibility 


Significant enhancements have been made to the 
Canada Site, and to each of its client-centred 
gateways — Canadians and Residents, Non-Canadians 
(International) and Canadian Business. Using feed- 
back received from ongoing public opinion research, 
the Government of Canada’s delivery of services and 
information continues to evolve and grow. The feed- 
back validates whether the services available are 
what Canadians have requested, are organized 
according to their needs and preferences, and are 


easily accessible. 


Within the Canadians Gateway (Canadians and 
Residents), access to services and information is 
continuously being improved to increase client 

satisfaction. By grouping related services by key 
topic, audience or life event, the Government of 
Canada aims to ensure that users can intuitively 


find information and services on-line. 


The Business Gateway efforts have been focused on 
bringing together priorities across jurisdictions to 
deliver the best possible services to Canadian businesses. 
The recent merger of the Canada Business Service 
Centres and the Business Gateway will enable all 
levels of government to provide more complete and 
seamless service to businesses. The enhanced face of 
the newly named Canadian Business Gateway will 


feature a wider variety of information and services 


_ 


for all businesses in Canada. 
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[he Non-Canadians Gateway (International) 

reflects a new and streamlined user-friendly approach 
to accessing information and services, particularly for 
those seeking information on studying, visiting, 


immigrating to Canada or doing business with 


Canada, as well as those looking to find out more 
bout Canada's place in the world. 
hese efforts have also brought us one step closer 


no wrong door’ access to government services 
access is also about getting the information 
ed in the manner, and through the navigation 
h you choose. The same information may be 
lable through different clusters allowing the 
to determine their intuitive method of finding 


mation and services. 


have simplified access to these subject and user 
ised Gateways from the main Web site and have 


ntroduced a number of new features. 


lhe Canada Site has become an information hub 


that Canadians readily consult when a crisis arises or 


a special event dominates the news. In 2004, when 


Canadians were looking for the latest on SARS, 


mad cow disease, or the West Nile virus, they 


_ Changes in 2004: 


* Improved access to the subject or audience based information via the three 
Gateways on the Canada Site (www.canada.gc.ca), as well as enhancements 
to the Canadians Gateway (Canadians and Residents) homepage 

* More intuitive access to the Prime Minister of Canada's Web Site and 


information from the Canada Site homepage 


* Addition of a “quick search” feature to the On-Line Forms and Services section 
of the Canada Site to help users quickly find the forms and services they need 


with a keyword search 


* More easily accessible links throughout the site to such key information 
pieces as the proactive disclosure program, commissions of inquiry, Ethics 
Commissioner and Auditor General reports. This enhancement was made in 
support of the Government of Canada’s communications, accountability and 


transparency objectives 


checked the Canada Site as a trusted source of infor- 
mation. On December 26, 2004, when the tsunamis 
hit Indonesia, information was posted on the Canada 
Site on that day. Visits to the site numbered 
approximately 14,000 by January 6, 2005. At the 
time of the tsunami tragedy, the Canada Site home- 
page also provided information on assistance for 


Canadians abroad to their families and friends. 


Finally, the GOL Initiative has continued to empha- 
size site design in 2004 to promote easy navigation 
and better information flow. We carry out usability 
and accessibility tests on an ongoing basis to ensure 
that the sites are easily available to everyone including 
persons with visual or hearing impairments as well 


as those with dated computer equipment. 


In the Official Language of Your Choice 
According to the United Nations Global e-Government 
Readiness Report 2004 entitled Towards Access for 
Opportunity, “Canada is an example of a best practice 
approach for multilingual online information 
illustrated on its national site which offers mirror 
pages in English and French.” This well-earned 
praise is partly attributable to the Common Look 
and Feel (CLF) standards that identify Government 


of Canada Web sites and ensure they conform to its 


policies and legislation. Equally important is the 
priority given to providing information and services 
in both official languages which has been rooted 
within the foundation of the GOL Initiative from 
its beginning. 


Canadians have no difficulty in accessing govern- 
ment information and services in the official 
language of their choice. An Ipsos-Reid poll of 
2,500 Internet users across the country indicated 
that Canadians believe official language selection 


for government services was possible all the time 
or most of the time (87% by telephone, 86% in 
person, 92% over Internet, 90% by mail and 
88% by email). 


(Source: Ipsos-Reid, GOL: Attitudes and Perceptions Toward the 
GoC's Internet Presence, March 2003) 


In 2004, the Official Languages Directorate of the 
Public Service Human Resources Management 
Agency of Canada undertook the revision of policies 
on the use of English and French on Web sites and 
in electronic communications. The Agency is also 
implementing a Web self-assessment tool for govern- 
ment departments and agencies. This should help 
improve the content and language quality of 
Government of Canada Web sites. 


GOL services are an excellent vehicle for reinforcing 
the bilingual character of Canada both nationally 


and internationally. 


Accessibility - A Two-way Street 

In order to provide quality service to Canadians, it is 
not enough for Canadians to have access to programs 
and information alone. Government must also be able 
to gain insight on an ongoing basis into the needs 


and opinions of Canadians. 


The Consultation Portal (http://canada.gc.ca/ 


consultations) is a pilot project that invites 


Canadians to participate in public consultations on 
government affairs and policy. The site provides 
“single-window’ access to a partial listing of current 
consultations by subject, and department or agency 
as well as a consultation calendar. In addition, 
Canadians can link from this site to activities of 


the parliamentary committees. 


Seniors’ Info — Part of the New 
Collaborative Seniors’ Portal Network 
A further example of client-centricity and horizon- 
tality is the collaborative Seniors’ Info Portal, 
www.seniorsinfo.ca, which was launched October 31, 
2003, in Brockville, Ontario as a multi-jurisdictional 
initiative by the Government of Canada, the 
Province of Ontario and the City of Brockville. It is a 
single point of access to information and electronic 
services from the three levels of government and 
non-government organizations. For example, seniors, 
their families, and caregivers can find information on 


housing options, care facilities and veterans programs, 


The members of the Canadian Seniors Partnership, 
a network of decision-makers from the three levels 
of government and the volunteer sector, are the 
founders of the Collaborative Seniors’ Portal 
Network. The Partnership is focused on a common 
vision of integrating services for seniors, their fami- 
lies and caregivers across all jurisdictions involving all 
service channels — telephone, in-person, mail and 


Internet. 
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e Seniors’ Portal Network (CSPN) 
two Web sites — www.seniorsinfo.ca 
id www.seniors.gc.ca. There are four more commu- 
in and a number of provinces have 
vn strong interest. Collectively the CSPN partner 
, on average 37,000 visitors per month 


a 36% increase in 2004 compared 


1 


volved in the Collaborative Seniors’ 
wert awarded the GIEC Gold 
tion Award in 2004. 


the Government of Canada 
Portal 
tal (wap.gc.ca) is a specialized 
s by mobile, Web-enabled devices 
nes, personal digital assistants, etc.) that 
iccess to information and services available 


Canada Site. 


reless Portal provides access to services of 
ir interest to people seeking quick information 
are on the move. These services are available on 
t Government of Canada Web sites of various 
rtments and agencies as determined by client 


rch. Among these services are: 


Access Wait Times at the American Border 
through Your Wireless Device 


+ 


Members of Parliament Contact Information 
Canada Business Service Centres contact 
information and addresses (Industry Canada) 
Border Wait Times (Canada Border 

Services Agency) 

Government of Canada News (news.gc.ca) 
Government of Canada Employee Phone Numbers 
Economic Indicators (Statistics Canada) 

Passport Services contact information and addresses 
Hurricane and storm advisories (Environment 
Canada) (available only during hurricane season) 
1800 O-Canada toll free numbers (international) 
Exchange Rates (Bank of Canada) 

Currency Converter (Bank of Canada) 


The evolution of the Wireless Portal, and addition of 


services are driven by public opinion research, email 


feedback from users, industry standards and the 


input from the regular meetings of the interdepart- 


mental Wireless Working Group. A dialogue on 


strategies and approaches for wireless service delivery 


has also been established with certain provinces and 


international government representatives, 


Many truck drivers find the Wireless Portal especially useful for real-time 


updates on wait times as they approach the border. 


‘| have used the Wireless Portal at www.gc.ca many times, almost exclusively to 
check border wait times (1 am a truck driver crossing several times per week). 
This is an extremely valuable service! | cannot comment on other portions of 
the portal as | have not had reason to look up, for example, contact information; 
however, knowing this information is readily accessible is important to me.” 


For more information, please see http://www.gc.ca/mobile/wireless_e.html. 


CHAPTER 2 


In 2004, the 34 departments and agencies at the 
heart of the GOL Initiative continued to mature 

the 130 most commonly used information and trans- 
actional services on-line. As these services evolve to 
provide up-to-date information and secure transac- 
tions, the benefits of the electronic channel will 
likely surpass the GOL Initiative's original targets. 
Consequently, the Government of Canada intends 

to focus its attention on leveraging this channel in 
support of the way it delivers services to Canadians, 


increasing operational efficiency. 


In the first part of this chapter, we present examples 
of new and innovative services for Canadian businesses, 
citizens and Public Service employees. These solutions 
reflect the government's priorities — innovation, 
environment, health, security and increased efficiency. 
In the section, Measuring Progress, we examine the 
benefits of GOL services, the levels of client 
satisfaction and the take-up rate. 


New and Innovative Services 

Serving Canadian Businesses 

In the 2004 Federal Budget, the government raised 
the capital cost allowances for businesses investing 
in electronic equipment and infrastructure. With 
the consequent expected increase in the use of the 
electronic channel, GOL is dedicated to ensuring 
that on-line services meet the changing needs 


of businesses. 


A valuable tool to 
inform GOLS service 
improvement strategies 
has been a recent study 
by the Institute for 
Citizen-Centred 
Service (ICCS), which 
explored the govern- 


ment-to-business 


service delivery from a 


So SS a phasé) 


business perspective 
(Taking Care of Business, ICCS, April 2004). The 
study found that businesses interact more regularly 
than citizens with government on-line and a large 
proportion of them use the electronic channel 


because they must comply with specific requirements. 


The following are examples of solutions and new 
features that were developed under the GOL Initiative 
in 2004 that target Canadian business. 


Virtual Trade Commissioner 

Launched in November 2002 by the Canadian 
Trade Commissioner Service of International 
Trade Canada (ITCan — Department of Foreign 
Affairs and International Trade — DFAIT), the 
Virtual Trade Commissioner is an interactive 
on-line tool that creates a personalized Web page 
for Canadian clients and provides a gateway to the 


Trade Commissioner Service. 
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Export Development Canada (EDC) and Canadian 
Commercial Corporation (CCC) have joined forces 
with ITCan 


Virtual Trade Commissioner for Canadian business. 


DFAIT) to expand the toolkit of the 


In addition to the Virtual Trade Commissioner's 
customized market and business information, the 
site now integrates EDC's trade, finance and risk 
management services, as well as CCC's services in 
nternational procurement. Services of Agriculture 
id Agri-Food Canada and Canadian Heritage will 


1 
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mn Dé available. 


Virtual Trade Commissioner is especially useful 

small and medium-sized exporters. They can use 
on their own schedule, to get international 

de information straight from Canada's representatives 


cated right in the markets that they re interested in. 


re currently more than 14,500 business 
s, representing approximately 12,500 compa- 
s registered for a Virtual Trade Commissioner. In 
004, client registrations grew 81%. Approximately 
2,100 partner-clients have also received accounts. 
ncreases in volumes on the on-line channel have 
resulted in comparative decreases in both the in- 


person and mail/fax channels. 


Agri-Food Trade Service — An Important 
Contribution to the Food Industry 

\ participant in Team Canada Inc, the Agri-Food 
[rade Service (ATS) at http://ats.agr.gc.ca/ provides 
centralized access to market information, trade coun- 
selling 


and export support activities, which will take 


the exporter from initial enquiry to foreign market. 


Che ATS site is designed with an innovative “My 
i 
Homepage’ feature to help clients find the specific 
information they need quickly. By si | registeri 
| con y need quickly. By simply registering 
and indicating their markets of interest, the relevant 
material is sorted and presented to them every time 


they log on. 


Site activity in 2004 reached 1,745,746 and it is 

expected to reach 2,094,895 in 2005 as new features 
such as a link to My Account of the Canada Revenue 
Agency and the ability to integrate information with 


the Virtual Trade Commissioner from International 


Trade Canada (DFAIT) are added. 


Free and Secure Trade Program (FAST) — The 
FAST Lane to Security and Legitimate Trade 

The Canada Border Services Agency (CBSA) monitors 
and controls the annual importation of over 11 million 
commercial releases across the Canada-U.S. border, 
valued at some $350 billion in fiscal year 2003-2004. 
In addition to revenue collection/protection, CBSA 
administers the Acts of other government depart- 
ments to ensure compliance with health and safety 
issues, and collects trade statistics. Today, CBSA 
offers a variety of automated solutions to businesses 
to support them in fulfilling their customs 


import/export requirements. 


In 2002, Canada and the United States worked 
together to launch CBSA’s Free and Secure Trade 
(FAST) Program designed to keep the border open 
to the free flow of low-risk, legitimate trade and to 
mitigate threats to public security and safety. Traffic 
moving pre-approved eligible goods in either direction 
is quickly cleared through dedicated lanes. Canada 
and the U.S, jointly offer expedited customs clearance 
processes to pre-authorized drivers, carriers, and 
importers at some major border crossings. FAST 

has been available at 19 sites on the Canada-U.S. 
border since fall 2004. The major commercial cross- 
ings, Pacific Highway, Windsor, Sarnia, Peace 
Bridge, Queenston-Lewiston and Lacolle have been 
operational since December 2002. 


ACOA Direct — Working to Build Business 

in Atlantic Canada 

ACOA Direct is an Internet based client portal that 
permits clients of the Atlantic Canada Opportunities 
Agency to conduct business on-line with the Agency 


to save time, effort and money. It is a key component 


of ACOA’s vision to improve service delivery to its 


clients, and Atlantic Canadians in general. 


Once registered with ACOA Direct, ACOA's clients 
can file and check the status of their claims on-line, 
view their profiles, and send and receive messages over 


the Government of Canada’s Secure Channel Network. 


82.3% of users of this service said they felt 
confident that their privacy was protected. 


Services to Business at Industry Canada 

Use of Industry Canada on-line services to business 
continues to increase. Take-up of Measurement 
Canada’s e-services for launching a dispute or 
complaint investigation rose from 10% in 2003 to 
40% in 2004. This service provides businesses and 
consumers with an on-line facility for recourse on 
measurement issues. Over the past four years, use of 
electronic services for acquiring and maintaining 
Spectrum licenses has experienced a four-fold 
increase, from 9% of total activity in 2001 to 35% in 
2004. Information-rich Web sites such as Strategis, 
the Consumer Gateway, the Business Gateway, and 
the Canada Business Service Centres are increasingly 
becoming household names among businesses, 


consumers, researchers, scholars, and students. 


Serving Canadians Better 

According to a survey conducted in November and 
December 2004 with the Government of Canada 
Internet Research Panel, 81% of panelists found it 
easy or very easy to access the Government of Canada 
Web site that they most recently visited. Here are 


some interesting sites launched in recent months. 


Science.gc.ca — Science and Technology 

for Canadians 

Science.gc.ca is a Government of Canada cluster that 
brings together information on Canadian science and 


technology (S&T) knowledge from a host of sources. 
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The site offers Web links focused on Canadian S&T, 
science news and fast facts and can be searched by 


subject categories or keywords. 


Content featured on Science.gc.ca is being pulled 
together with the help of a network involving 

some 17 science departments and agencies of the 
Government of Canada. Science.gc.ca is continually 
updated with new features, news, videos, science and 


technology links and surveys. 


Canada Revenue Agency's My Account Service 
This on-line service (http://www.cra-arc.gc.ca/ 
eservices/tax/individuals/myaccount/menu-e.html) 
allows Canadians to view their personal income tax, 
Canada Child Tax Benefit and GST/HST credit 
information. It responds to the desire of Canadians 
to access, validate and change information that the 


Agency has on file about them. 


Currently with My Account, individuals can see 


information about their: 


+ tax refund and balance owing 

+ RRSP, Home Buyers’ Plan, and Lifelong 
Learning Plan 

+ income tax and benefit returns 

+ account balance and payments on filing 

+ instalments 

+ Canada Child Tax Benefit and related provincial 
and territorial programs payments, account balance, 
and statement of account 

+ GST/HST credit and related provincial programs 
payments, account balance, and statement of account 


+ addresses and telephone numbers 


Individuals can also manage their personal income 


tax and benefit account on line by: 


+ changing their return 
+ changing their home address, mailing address or 
telephone number 


+ disagreeing with an assessment or determination 


“p 
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1004. there were a total of 2.2 million successful 


wins to the My Account service. A recent client survey 
hows that more than 80% of users are satisfied with 


ent feedback provides information 


about additional functionality users may want. 


ture versions of My Account will 


ional services such as: 


horized payment plan 


esentative to act on an 


topping Direct Deposit of 
/HST credits and/or 


funds, GS] 


ld Tax Benefit payments 


ible to interact by using an 
ilator to determine the most benefi- 
or to re-calculate a payment 


a payment was missed, late, 


re Income amounts changed. 


und Reservation Service — Book Your 


ite in a National Park On-Line 


impground reservations were not available 
das national parks. Luckily for 
\ada campers this year the “stand-in-line- 
space’ rule is fast becoming history. 
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| : 
ks Canada will extend the on-line reservation 


ested at eight national parks in 2004 
alf of the 40 national parks across 
da in 2005. To reserve a campsite, click on 
v.pccamping.ca or dial 1-877-RESERVE 
»7-3783). The number of unique clients to 
pilot site in 2004 was 12,000 and it is expected 
at in 2005, volume will reach 55,000. The tele- 
phone channel was responsible for servicing 95% of 
ients in 2003, then 79% in 2004 and the projections 
for 2005 see 60% of clients being served through the 


telephone C hannel. 


votre emplacement 
de camping à l'avance, 


ce your campsite 
in advance and Ke/° 
knowing your et 
EX ce in one of 
Canada’s National 
Parks is guaranteed! 
di 1 


formidable dans 
un des parcs nationaux du 
Canada, c'est garanti! 


The Parks Canada Reservation Service available 
at 18 national parks across Canada in 2005 

will eliminate many line-ups at campgrounds. 
Accessible on-line or by phone, the campsite 
reservation service will make camping in Canada 
a lot more enjoyable. 


Better Services within Government 

One of the objectives of the Government of Canada 
is to streamline its operations so that resources can be 
re-allocated to projects of high priority to Canadians. 
GOL has contributed to this objective by helping to 
develop tools that simplify tasks and enhance trans- 
parency. The Government of Canada Marketplace 
(GoCM) is such a tool. 


GoCM - Increased Transparency and Efficiency 
The Government of Canada plans to launch GoCM 
in 2005, an on-line Marketplace to facilitate the 
purchase of goods and services by authorized 
government buyers. Under development by the 
PWGSC Electronic Acquisitions Program Sector, 
the GoCM will be a single window for government 
employees to order goods and services on-line. 
Government users and external suppliers will benefit 
from easy access to valuable purchasing and procure- 
ment information, openness and fairness through a 
competitive on-line catalogue, and streamlined busi- 
ness processes with links to the financial systems of 
government departments. There will be consistency 


in purchasing practices across government. 


The GoCM will contribute to a collaborative 
e-commerce relationship with industry. Together 
with the Procurement Reform Initiative, it will also 
generate significant savings to the government 
through volume price discounts and the consolidation 


of procurement instruments (e.g. Standing Offers). 


A pilot e-purchasing application has already been 
successfully implemented and is currently running 


with a limited number of commodities and limited 


participation by other departments; this pilot system 


will be replaced by the GoCM after it is launched. 


Campusdirect Offers Access 

to e-Learning Resources 

Campusdirect (www.campusdirect.gc.ca) is an on-line 
portal providing Public Service employees with access 
to the training they need to stay on top of develop- 
ments in their fields. Campusdirect offers centralized 
access to e-learning resources while supporting 
common learning needs through the development 
and deployment of on-line products and services that 
meet general governmental or specific departmental 
objectives. Working in partnership, Campusdirect 
offers hundreds of on-line resources — many of which 
have been developed internally by various depart- 
ments — through its e-learning catalogue of products 


and services. 


Measuring Progress 

When a new service is launched, it is vital to keep 
track of benefits, client satisfaction and take-up. 
These factors are part of the reporting requirements 
for departments and agencies participating in the 
GOL Initiative and provide valuable information to 


measure progress and define the road ahead. 


Starting in December 2001, the Chief Information Officer Branch of the Treasury 
Board of Canada Secretariat assembled a representative panel of Canadian 
Internet users to provide valuable feedback and direction on a number of 
GOL-related research issues that are of common concern across government. 
This collaborative research project gives the Government of Canada opportunity 
to leverage research dollars and reduce duplication of effort. In addition, the 
Internet Research Panel allows the Government to demonstrate its use of state- 
of-the-art public opinion research technology. 


Over the past four years, the Government has conducted five on-line surveys 
and two sets of national on-line focus groups with Canadian Internet users. 
Almost 25,000 Internet users have responded to our on-line surveys. 
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Harvesting Benefits 

According to a 2004 on-line survey with the 
Government of Canada Internet Research Panel (see 
page 13), 65% of those surveyed agree GOL will be 
good value for tax dollars, 68% agree GOL will result 
in faster service and 70% agree GOL will increase the 
ability of Canadians to contact government. These 
very encouraging numbers indicate that GOL is on 
the right track and responds to citizens expectations 


and needs. 


Here are some of the benefits departments and 


agencies have reported in their 2004 GOL reports: 


+ 


‘Time savings 


+ 


Simplified interactions with government 


Easier access 


+ 


+ 


Cost savings 


+ 


Increased productivity 


Greater transparency, streamlined processes and 
improved reporting to Parliament are some of the 
additional reported benefits that accrue from the 


GOL Initiative. 


Citizen and Business Take-up 

The Web has become a key delivery channel to 
provide citizens, businesses and clients with the 
government information and services they need. 
When looking to share information and provide 
services to these audiences, the Government of 
Canada has identified the opportunity for the Web 
to be an early point of contact. The challenge we face 
now is to ensure that all audiences view the Internet 


as the channel of choice. 


The Government of Canada has made an important 
investment in GOL, which resulted in the establish- 
ment of a new self-service delivery channel for 

130 key services that supports increased service 
availability, convenience to clients, and enhanced 


overall service quality and efficiency. In the case of 


many of these services, departments predict efficiencies 
in terms of faster turnaround times, reductions in the 
complexity and/or number of program process steps, 
and cost savings to both the client and the Government. 
The Government of Canada is committed to increasing 
awareness and take-up of those services made possible 
by the Internet channel that support realization and 


maximization of these benefits. 


In its 2003 eGovernment Leadership Report entitled 
Engaging the Customer, Accenture recognized 

that “increasing take-up is a priority. The potential 
benefits of eGovernment — improved service, greater 
efficiency and potential cost savings — will not be 
realized if usage of the services is low.’ They also 
recognized that “once a certain critical amount of 
business is transacted on-line, rapid take-up is possible 
and real benefits then accrue.” We have already 
experienced rapid take-up for a number of services 
(e.g., electronic filing of income tax returns and 
weather information). We look to further this trend 
toward Canadians use of on-line government services 
so that they can benefit from all the Government of 
Canada has to offer on the Web. 


In 2004, more Canadians accessed the on-line 
channel than ever before and 30% of clients 
completed their Government of Canada transac- 
tions on-line (up from 25% last year). 


Over 40% of Canadians filed their 2003 personal 
income tax returns electronically and 90% of applica- 
tions for federal jobs are being received on-line. 
However, the number of clients completing their 
transaction on traditional, more costly channels 
remained relatively static. We understand that pro- 
moting awareness is key to ensuring that Canadians 


take advantage of the new service avenues available 
to them. 


CG 


As indicated in the following graph, we continue to 
see steady growth of transactions completed on-line. 
It is also clear that the total number of transactions is 
increasing each year. 
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To maximize the adoption of the electronic channel, 
we are exploring ways to ensure that clients are aware 
of the wide variety of services available on-line. We 
intend to aggressively promote the Government of 
Canada’s on-line services to ensure awareness of their 
benefits. A number of other key factors that affect 
take-up are being considered as part of an overall 


take-up strategy: 


+ Client readiness — determining if client groups 
have access to on-line services, the necessary skill 
sets in place to take advantage of them, and the 
tendency to transact on-line; 

+ Service maturity and ease of use — ensuring take- 
up of those services that are the most advanced in 
terms of functionality (e.g., ability to complete 
transactions on-line) to support increased credibility 
and confidence in on-line services; 

+ Service robustness — ensuring that departments 
have the capacity to handle additional traffic across 
all channels (including the availability of on and 


off line support for on-line services); 


+ Service efficiency — focusing on those services that 
provide faster, cost-effective results for Canadian 
citizens and taxpayers; 

+ Privacy and security — building and maintaining 
public trust in terms of the protection of personal 
information on-line (see Chapter 3); and 

+ Balance of on and off line channels — recognizing 

that Canadians accept that some channels may be 

better than others for certain types of transactions 


and that governments can learn from Canadians on 


their preferred choices. 


Work has already begun on a number of these activities 
to support increased take-up of the on-line channel 
including a market-readiness assessment of on-line 
services and a service capacity check. Our efforts in 


the near future will be focussed on the following: 


+ Development of a multi-channel approach to 
improving take-up of on-line services; 

+ Providing self-help marketing tools to departments; 

+ Use of public opinion research to generate citizen 


feedback that will support take-up. 


Multi-channel Volumes 
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GOL filings as of Dec. 21, 2004; All data filed by information 
and transactional services; Note: the volume of interactions 
for all services for 2001 is 466.4 million, 2002 is 599.6 million, 
2003 is 777.2 million, and 2004 is 853.1 million. 
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Client Satisfaction 


The success of the GOL Initiative is undeniable. Our 


focus on client-centricity and our ability to work hor- The Canadian Health Network (CHN), a program 
izontally has helped us to reap benefits on all fronts. of the Public Health Agency of Canada, completed 
Canadians recognize the value of GOL. Take-up is a client satisfaction survey in the summer of 

on the rise and client satisfaction is very high. Indeed, 2004. Early results show that 95% of users were 
according to data collected by the departments and either satisfied or very satisfied with the informa- 
agencies participating in the GOL Initiative, 41% of tion provided on the CHN Web site at 

clients were very satisfied with the Internet channel http://www.canadian-health-network.ca/. This is 
and 94% were satisfied or very satisfied. significant since take-up for this service in 2004 


was 90%, or 1,476,000 clients. 
Here are testimonials from Canadians who have used 


the www.jobsetc.ca site and provided feedback in 
their own words through emails or in response to an 
on-line survey that included narrative comments. It is 
interesting to note that the comments provided by 
users of the www.jobsetc.ca site were in response to 


the following questions: 


+ How were you dissatisfied with the site? 


+ What improvements would you make? 


“| have been successful in finding suitable 
employment. | really appreciate the service 
you provide. | have printed off some informa- 
tion from your Web site and will be passing 
the information on to family and friends who 
are currently seeking employment. Thank you 
for your help in my job search and for this 
very valuable service and Web site.” 


“This is a great site with searches that covers 
government selections and others with one 
click. You can compose a résumé. As an 
added bonus you can set up a Job Alert’ 
with as many search terms as you like, and 
when something comes up, they send you 
an email — very convenient” 


CHAPTER 3 


Building Confidence and Trust 


in On-Line Services 


The Government of Canada understands that seeking 
and maintaining the trust of Canadians is paramount 
to the successful delivery of services across channels. 
Levels of confidence in terms of security and privacy 
will have a significant impact on Canadians’ adoption 
and use of government services provided through the 


Internet channel. 


Security and Privacy 

When a December 2004 syndicated public opinion 
study on Government Service and Satisfaction asked 
what Canadians want in terms of service, the response 
was unequivocal — everything. All aspects of govern- 
ment service tested were considered important or 
very important by a majority of respondents. Most 
important to respondents was the security and confi- 
dentiality of personal information (75%). However, 
when asked about which channel they would use to 
make a payment to the Government of Canada, only 
25% of respondents indicated that they would be 
most likely to use the Internet channel, while 46% 
would send payments by mail. The Government of 
Canada recognizes that to encourage an increasing 
number of Canadians to conduct their transactions 
on-line, it must convince them that they can do so 
with complete confidence. To this end, Canada has 
put in place a robust policy and technological frame- 
work. That framework is the foundation for the 


Secure Channel. 


In addition, the Auditor General's February 2005 
Status Report reaffirmed Canadians’ desire for on-line 
services that are secure and protect their personal 
information. The Status Report noted how the 
Secure Channel is an important enabler that is help- 
ing government meet those expectations through the 
incorporation of common standards for privacy, 


security, availability and reliability in on-line services. 


The expectations of Canadians for service delivery 
are high. We must meet them if we are to conduct 
business effectively in the electronic world. The 
Government of Canada maintains and enforces 
rigorous security and privacy standards for all public 


access service channels, and the Internet is no exception. 


Here are some of the privacy and security questions 
of concern to Canadians when they consider using 


the on-line channel to deal with government: 


+ Will I be able to complete my transaction from 
beginning to end using the on-line channel? 

+ Will my on-line transactions be secure at all points 
along the way? 

+ Will my privacy be respected? 

+ Will my identity be protected? 


The answer to all these questions is an unconditional 


YES because of the Secure Channel. 


Building Confidence and Trust in On-Line Services 


The Secure Channel 
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The Secure Channel Project is a multi- 
departmental, public and private sector effort to 


build a common secure infrastructure for govern- 
ment electronic business and service delivery. 


The Secure Channel has incorporated and enhanced 
world-leading technology during its development and 
again during its implementation. The Secure 


Channel has the following capabilities: 


+ Enables the option of single sign-on for on-line 
access to government services 

+ Provides for client security and privacy for on-line 
interactions with the Government of Canada 

+ Provides the infrastructure that allows different 
departments and governments to deliver services 
together to Canadians 

+ Protects government assets from Internet based 
security attacks 

+ Provides a series of additional value-added services 
to support departments and agencies in delivering 


on-line services 


À key component of the Secure Channel is the 
epass—a unique digital credential that enables 
secure access to government electronic services, while 
protecting users’ privacy during and after their 
on-line government transactions. The Government 
of Canada has issued over 260,000 epasses to 


Canadians to date. 


The Secure Channel in Action 

With the Change of Address On-Line feature from 
the Canada Revenue Agency, Canadians can securely 
advise the Agency of an address change. The vast 
majority of the epasses issued to date have been in 


support of this application. 


Human Resources and Skills Development Canada’s 


Web Record of Employment allows Canadian busi- 

nesses to fill out on-line a vital document for employees 
to receive Employment Insurance benefits. More than 
460,000 records of employment from over 8,000 


businesses have been processed on-line in 2004. 


The Receiver General Buy Button is an on-line 
payment service for Canadians and businesses to pay 
for Government of Canada goods and services on-line. 
Over 265,000 payment authorizations have been 


processed for a total value of over $20 million. 


In May 2004, Statistics Canada conducted a 
voluntary trial-run census involving 300,000 house- 
holds, offering in addition to a paper questionnaire, 
the option to respond on-line. The on-line applica- 
tion leveraged world-leading security provisions of 
the Government's Secure Channel, and of the 
approximately 200,000 households who responded, 
was the choice of some 14,000 households. A follow- 
up survey concluded that the application was easy 
and efficient to use by an overwhelming majority of 
on-line respondents. This successful test paves the 
way for the secure response option to be scaled-up, 
actively promoted and offered to over 13 million 
Canadian households for the 2006 Census. 


The total number of secure electronic GOL 
transactions completed for citizens and 
businesses in 2003 was 86.5 million. In 
2004, this number increased to 113.8 million. 
Secure Channel is a vital component of GOL. 
As the number of secure transactions 
continues to increase steadily, Secure 
Channel will be able to meet present 

needs and future growth. 


Canada, a World Leader in Protecting 
Citizens’ Privacy 

Canada is regarded as a world leader in the manage- 
ment of citizens’ personal information since the 
Treasury Board of Canada Secretariat's introduction 
of the Privacy Impact Assessment (PIA) Policy in 
May 2002. The PIA Policy describes a comprehensive 
process for determining the impacts of a specific 
service delivery initiative on an individual's privacy. 
In completing this process, privacy concerns are 
clearly defined and addressed prior to service 
implementation. The objective of the PIA Policy is 
to ensure that departments and agencies consider 
the protection of Canadians’ personal information 
throughout the design and redesign of programs and 
services. It is integral to establishing confidence and 
trust in GOL as the Government of Canada increas- 
ingly delivers its programs and services to Canadians 


over the Internet. 


In her most recent annual report, the Privacy 
Commissioner of Canada referred to the PIA Policy, 
stating that “no other government initiative since 

the enactment of the Privacy Act itself has made 

as significant a contribution to fostering a privacy- 


sensitive culture within the federal public service’. 


In June 2004, the Treasury Board of Canada Secretariat 
released its Privacy Impact Assessment Internal Audit 
Guide to assist federal institutions in auditing the 


implementation of the PIA Policy and to promote a 


common understanding of the implementation and 


audit of the PIA Policy in the federal government. 


The Road Ahead 


We are now working to expand the Secure Channel. 
In an effort to respond to the wishes of Canadians to 
deal with only “one face of government”, the Secure 

Channel is providing a common secure infrastructure 


to enable service integration. 


Every time citizens electronically submit information 
to government, they can rest assured that no effort is 
spared to make certain that it arrives at its intended 

destination securely and exactly how they sent it. The 
Secure Channel has been developed and implemented 
to ensure the security of electronic transactions, pro- 


tect personal information, and safeguard government 


networks, Web sites and information holdings for 
the benefit of all Canadians. 
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Building on Our Successes 
and Strengthening Results 


The Government On-Line (GOL) Initiative is laying 
the foundation for a more fundamental transforma- 
tion of the way the Government of Canada operates 
and delivers its programs and services to citizens, 
businesses and international clients. The Government 
recognizes that the integration of services across 
program, departmental, and jurisdictional lines is 
both possible and necessary to realize significant 
client benefits and federal savings. 


Building Partnerships across 
Jurisdictions 

The Government of Canada is committed to building 
and maintaining a multi-channel, cross-jurisdictional 


service delivery environment. 


Approximately one half of the 130 most commonly 
used federal services that now have an on-line 


presence involve partnering across jurisdictions 
to enable clients to access complementary services 
from other governments. 


(Canada Country Report, September 2004— 
http://www.cio-dpi.gc.ca/cio-dpi/2004/canada/canada05_e.asp) 


This level of partnership supports the potential for 
the delivery of comprehensive services to Canadians 


over the common infrastructure provided by the 


Secure Channel (see Chapter 3). 


According to GOL departmental reports, by 2005, 
91% of the 130 on-line services will be engaged in 
one or more types of partnership. The following table 
summarizes the current and planned distribution of 
partnerships, and confirms the continued trend 


towards collaborative efforts. 


Summary of Partnerships Current Planned 
2004 2005 
Integrating services across 67% 68% 
programs within department (79/118) __ (80/118) 
Integrating services across 61% 64% 
federal departments (72/118)  (76/118) 
Integrating services across 53% 65% 
jurisdictions or sectors (63/118) (77/118) 


Breaking Down the Silos 

Traditionally, departments and governments have 
worked in silos along lines of responsibility with 
limited horizontal or multi-jurisdictional activity. 
According to Andrea Di Maio, Director of Research 
with the Gartner Group, “The reason government is 
based in silos is to make sure that government is 
accountable for policies. If you think about yourself 
as a user of a government service, and in the past you 
dealt with five agencies, then joined up government is 
clearly an improvement, because it is nice to be given 
one point of contact. But what happens if something 
goes wrong? Then it suddenly isnt so nice, because 
who do you go to to rectify the problem? These 


issues of accountability need to be fully worked out.’ 
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The Government of Canada recognizes this challenge 
as explained by Helen McDonald, Acting Chief 
Information Officer for the Government of Canada: 
“Two inter-jurisdictional bodies — the Public Sector 
Chief Information Officer Council (PSCIOC) and 
the Public Sector Service Delivery Council (PSSDC) - 
continue to work to develop a roadmap for inter- 
jurisdictional integrated service delivery in Canada. 
They are defining a set of principles to guide invest- 
ments and decision-making and outcomes against 
which to measure progress, and an implementation 
framework. They are also attempting to define a 
workplan around what they call ‘foundational 
enablers’ — areas where a common strategic direction 
and/or agreement on common standards and 
approaches is essential for substantive progress to 

be made. For example, the Councils recognize that 
inter-jurisdictional service transformation of the sort 
Canadians want will not happen without effective 
governance. There must be an owner for new, hori- 
zontally and vertically integrated services and at the 
present time, this does not exist.’ (Serving Canadians 
Better: Moving Forward with Service Transformation 
at the Enterprise Level, Canada Country Report, 
http://www.cio-dpi.gc.ca/cio-dpi/2004/canada/ 


canada05_e.asp). 


Service Integration and the 

GOL Initiative 

The work done under the GOL Initiative in 2004 to 
develop eContact, the National Routing System and 
Live, Learn and Succeed are examples indicating that 


we are heading in the direction of service integration. 


eContact — Keeping It Simple 

eContact is a Government On-Line, multi- 
jurisdictional and collaborative initiative that aims to 
improve citizens experience when seeking to access 
government services. It will respond to the needs of 
citizens by directing them to the appropriate contact 
or information, regardless of the level of government 


or location. 


Still at the pilot stage, the solution is designed to 
interpret a citizens query using common and/or 
informal language, which are linked to more formal 
government language. This approach eliminates the 
frustration and the need for citizens to fully under- 
stand the workings of government prior to seeking 
government information. eContact seeks to provide 
the correct point of service on their first attempt to 
individual or business queries from all levels of gov- 
ernment. It would reduce service delivery costs for 
governments and would save time and money for 
Canadians looking for specific municipal, provincial 
or federal government services. However, eContact 
can only be successful if it evolves into a solution that 
does not force its partners to change systems and 
operational requirements, but rather facilitates the 
exchange of information. The federal government is 


currently addressing these issues with its partners. 


The National Routing System 

The National Routing System (NRS) is being 
designed to enable better communication between 
provincial and federal jurisdictions for the purposes 
of improving both program administration and 


national security. 


Statistics Canada, Foreign Affairs Canada (DFAIT), 
Canada Revenue Agency, Public Works and 
Government Services Canada and the provinces of 
Alberta and British Columbia have built a solid 
partnership to work on a pilot project, the National 
Routing System. Currently, provincial and territorial 
registrars must send information related to vital 
events (such as birth, still birth, death) to many 
different organizations. Entering the information 
once and having it automatically formatted and 
distributed electronically to all concerned depart- 
ments and agencies, is much more convenient. The 
NRS leverages the security and message routing 
features of the Secure Channel. 


If the National Routing System pilot project proves 
successful, this innovative methodology could be 


implemented nationally. 


Live, Learn and Succeed (LLS) — Better 
Serving International Students 

Live, Learn and Succeed is the key service transfor- 
mation initiative in support of the draft Vision for 
International Services. LLS targets international 
students with a view to securing their recruitment 
and over time, their contribution to advancing 
Canada’s strategic economic and social objectives. 
Led by Foreign Affairs Canada (DFAIT), 
International Trade Canada (DFAIT) and 
Citizenship and Immigration Canada, LLS focuses 
on leveraging existing federal and provincial services 
for international students while supporting a strong 
brand for Canada abroad and finding innovative ways 
to better serve students who are choosing to study 
internationally. LLS is already demonstrating signifi- 
cant progress in areas such as a government-wide 
view toward service delivery, governance, and business 
process review. To date, LLS has established a func- 
tioning interdepartmental Web services arrangement, 
has piloted with Canada’s Missions abroad, and has 
made significant progress in establishing partnerships 


with several Provinces. 


Enabling Government Transformation 
The Government of Canada is developing new 
initiatives to meet the service expectations of 
Canadians, Canadian businesses and international 
clients. The aim is to provide clients with convenient 
single-window, multi-channel access to government 
services that are seamlessly integrated across 
programs, departments and jurisdictions. Treasury 
Board of Canada Secretariat (TBS) plays a pivotal 
role in this service transformation, providing leader- 
ship in the development of innovative tools 

that support the harnessing of information and 
communication technologies and their application 


across government, 


To meet the needs and expectations of Canadians, 
Canadian businesses and international clients, TBS is 
taking a “whole-of-government” approach to achieve 
progress across the entire government. One key result 
is that clients are now able to access a number of on- 
line services from across departments and agencies 
through a single window. These services, available 
through Gateways and Clusters, are organized and 
bundled by subject and audience and in accordance 


with client needs and preferences. 


Business Transformation Enablement 
Program (BTEP) 

Strategic management combined with business 
transformation to raise operational efficiency 
and define clear accountabilities will improve 
services to Canadians and enhance the value of 


government investments. 


The Business Transformation Enablement Program 
(BTEP) is designed to help governments achieve their 
goals and meet the requirements for transparency. 
The BTEP toolkit is a collection of inter-related 
“reference models” designed to facilitate both vertical 
and horizontal analysis. BTEP takes into account the 
inherent complexity of public sector organizations 
and their business processes, and seeks transformation 
solutions that respect the fundamental nature of the 
business. The program encourages consensus building 


in multi-stakeholder and inter-jurisdictional initiatives. 


Transforming Information Technology and 
Corporate and Administrative Services 

The key to better services for Canadians and good 
government lies in the stewardship of information 
technology (IT)/information management (IM) 


expenditures and services in government operations, 


There are two on-going reviews, which will result in 
recommendations to transform internal service delivery 
in the Government of Canada. Both the IT Services 


Review and the Corporate and Administrative Services 
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Review are scrutinizing government-wide expenditure 
and management practices with the aim of identify- 
ing possible savings and providing strategies to 


improve service. 


These two reviews will generate proposals that will 
define the future of internal service delivery in gov- 
ernment by promoting common services, greater 
flexibility for program delivery, better value for 


money and improved results for Canadians. 


Sustaining the Service Delivery Investment 

A third horizontal review completed in 2004, the 
Service Delivery Infrastructure (SDI) Review, effectively 
profiled the service delivery environment across the 
country to support the ongoing management and 
sustainability of external government service delivery. 
This analysis took into consideration points of service, 
volumes of service transactions, staff allocated across 
service delivery channels, and the overall investment 
made by government in delivering its services to 
Canadians. Armed with this understanding of the 
profile of external service delivery today, the 
Government of Canada can begin to consider 
effective adjustments to this profile in order to 


sustain that investment through: 


+ improving service availability (e.g., ensuring 
appropriate in-person coverage across Canada); 

+ enhancing service offerings (e.g., leveraging 
Web service capacity in supporting clients on 
offline channels); 

+ managing the strategic take-up of on-line services 
and self-service for client convenience and cost- 
savings; and 

+ maximizing infrastructure (e.g., exploring cost- 


effective common service delivery solutions). 


The investment made in GOL has resulted in the 
establishment of a new self-service delivery channel 
for key services. As part of a strong commitment to 
ensuring effective management of programs and 


services across delivery channels, we look to 


strategically identify those high volume transactional 
services that can drive cost savings through increased 
on-line processing and encourage the use of these 


on-line services by Canadians. 


Integrated Performance Measurement 
Government is improving service delivery with new 
approaches to managing relationships with Canadians, 
international visitors, and businesses. In 2003, TBS 
issued the Management Accountability Framework 
(MAF), an umbrella policy aimed at strengthening 
all aspects of public sector management. MAF uses 
performance indicators to reinforce accountability in 
citizen-focused service. In measuring GOL progress 
against the MAF (see http://www.tbs-sct.gc.ca/ 
maf-crg/dwnld/maf-crg_e.pdf), departments and 
agencies are assessed on whether or not their 

on-line services are on target to meet their forecasted 
service progression levels based on their 


departmental reporting, 


As part of an overall service strategy, the Government 
of Canada is developing a set of key performance 
indicators across service delivery channels that align 
directly with the MAF, These indicators will provide 
a consistent, integrated perspective on service delivery 
that will help to assess how services are meeting the 
needs of citizens, businesses and international clients 
in an efficient and cost-effective manner. The data 
will be used to foster a common understanding of the 
governments service capabilities, focus management 
on strategic issues, and help public servants become 


more systematic in improving service delivery, 


Information Management and Service 
Transformation 

Treasury Board of Canada Secretariat (TBS) is 
leading several initiatives to help departments and 
agencies link effective information management 
practices with Government of Canada objectives for 
the improved delivery of government programs and 
services to Canadians. 


These initiatives will provide information management 
specialists, program managers and employees with 

the resources they need to manage information more 
effectively. Departments and agencies will be encouraged 
to achieve government priorities for service enhance- 


ment, cost reduction and accountability. 


TBS is mapping the road ahead with the following 


core initiatives: 


+ Management of Government Information 
Policy Implementation 
+ Strategic Design of a Government of Canada 
Information Management Program 
+ Framework for the Management of Information 
+ Information Management Portal 


+ Metadata and Content Management Strategy 


Behind the Scenes 


The recognized success of GOL hinges on many 

factors, most significant are the people behind the 
scenes and the programs that support them. Here 
are some mechanisms that have been put in place 


to ensure the successful implementation of GOL. 


Common Look and Feel (CLF) 

TBS in conjunction with an interdepartmental work- 
ing group has developed a series of standards and 
guidelines known as the Common Look and Feel for 
the Internet or CLE, to ensure that Government of 
Canada presence on the Web is easily identifiable. 
These standards and guidelines also help Government 
of Canada institutions ensure that information and 
services made available on government Web sites are 
visible and easily recognizable. CLF standards further 
ensure that identifiers and content are available in 
both official languages, accessible to persons with 
disabilities, available through a wide variety of tech- 
nologies, and respect the privacy and protection of 


personal information. 


Sis 


Common Measurement Tool (CMT) 

The CMT is a high-quality tool to measure 

service satisfaction of clients. The CMT tool 
(http://www.iccs-isac.org/eng/cmt-about.htm) 
enables all jurisdictions to use a common approach 
to understand client expectations, assess satisfaction 
and identify priorities for improvement. CMT was 
developed by the Institute for Citizen-Centred Service, 
an inter-governmental organization established by 
public servants in Canada to promote high levels of 


satisfaction with public sector service delivery. 


The tool has been enhanced to accommodate a multi- 
channel service environment, and includes questions 
that reflect the specific drivers of satisfaction specific 
to each service delivery channel (i.e. Internet, kiosk, 
telephone, in-person and mail). Many of the GOL 
services and projects were developed and evaluated 
using research based on CMT to measure client 
satisfaction. Twelve departments and agencies 
participating in the GOL Initiative in 2004 used the 
CMT within the last two years to survey their clients 
for a GOL service. 


Gateways and Clusters — Coordinating 
Horizontality and Promoting Client-centricity 
The Gateways and Clusters Directorate is a division 
of Public Works and Government Services Canada 
that acts as a liaison between departments. It ensures 
the focus of GOL remains on the client, and fosters 
a community of cooperation between government 
departments and agencies. It facilitates interdepart- 
mental collaboration, thereby enabling the 
Government of Canada to provide information and 
services in a client-centric manner, through intuitive 


audience and subject based gateways and clusters. 


Organizational Readiness Office 

In 2000, the Chief Information Officer Branch 
restructured its information management and infor- 
mation technology community support to create a 


new strategic business unit with an expanded mandate 
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to support, in addition to the IT community, the 
emerging communities of specialists in information 
management and in service delivery, aligned to directly 


support GOL. 


Operating within a community-led governance 
structure of ‘champions’, the Organizational Readiness 
Office (ORO) has developed an integrated set 

of proven tools and procedures to address human 
resource management issues more effectively within 
the public service. Based on identified competency 
profiles and community commitment, the model is 
easily adaptable to meet changing requirements in 


human resources and organizations. 


Working with government departments, agencies 
and the strategic communities, ORO has built a 
human resource management model to involve 


leadership at all levels with a focus on managers 


who run business processes. This approach creates 


a horizontal, whole-of- government perspective that 
respects the vertical accountability of departments 
and agencies. It has also encouraged departments to 
align their workforce investments with the broader 


objectives of the Government of Canada. 


These innovations have had a direct impact on 
improving service to Canadians by better manage- 


ment and efficient delivery system. 


GOL Initiative Office — Bringing It All Together 
The GOL Initiative Office gathers data and monitors 
the progress for the 130 most commonly used 
government services. It consults with stakeholders, 
provides database development, ensures support for 
the inter-departmental community, conducts analysis 
and reporting, and operates the Information Help 


Desk for federal departments and agencies. 


The Office provides oversight and troubleshooting 
for all GOL funded projects. It identifies common or 
horizontal issues and develops risk mitigation strategies, 


and reports regularly on GOL Initiative progress. 


It is co-ordinating the development of the GOL 
Evaluation Framework and Report, and contributes to 
the TBS Secretariat Performance Measurement Report 
(hetp://www.cio-dpi.ge.ca/si-as/performance/ 
performance03_e.asp). It performs in depth analysis 
required for authoring and producing the GOL 
Annual Report tabled in Parliament. 


The Office produces the GOL at a Glance publication 


and performs a wide range of communication and 
outreach activities. 


The Office is expected to produce the final report 
for the GOL Initiative at the end of the 2005-2006 


fiscal year. 


Canadians will receive the highest value from their public services — as clients, 
citizens and taxpayers — through a government that: 
* Anticipates and responds to clients’ needs, expectations, preferences 
and priorities; 
* Engages in multi-dimensional dialogue, continually learning from citizens and 
equipping them with the knowledge they need to participate fully in society; 
* Ensures services and programs are streamlined, effective, integrated, remain 
focused and relevant, and harmonized across jurisdictions. 


Service to business contributes to the productivity, competitiveness and high 


performance of business and government by: 

+ Making it easy for business to succeed in a global business environment; 

+ Removing barriers to business innovation and productivity; 

+ Reducing the complexity and cost of dealing and complying with government; 

+ Building opportunities for valued relationships and networks; 

* Promoting a fair and equitable business marketplace;- Making government 
more efficient in its service to business. 


Canada will be a world leader in international service delivery. We will advance 
Canada’s strategic interests and ensure the continued health, safety, and 
prosperity of Canadians by delivering, as one government, an integrated set of 
international programs and services to our clients across multiple channels in 
the most efficient and effective manner possible. Our success will be measured 
by the true advantage it creates for Canada and will be delivered through a 


government that: 

+ Establishes integrated and unified government-wide points of service on each 
of the phone, Internet, and in-person channels that create world-class efficiency, 
accessibility, responsiveness and standards for excellence; 

+ Ensures that services and programs are streamlined, accessible, integrated, 
focused, relevant, and cut across jurisdictions; 

+ Presents a co-ordinated face to its target international publics. 
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Where Do We Go from Here? 

The Government's long term goal is full service trans- 
formation. This goal demands major improvements 
in the quality and the delivery of government services 
to Canadians, businesses and international clients 
and a re-invention of the internal operations of 
government to achieve efficiencies and increased 
transparency. In 2004, the GOL Initiative has 
contributed significantly to this agenda by developing 
three new service visions (see page 27) for each of its 
three main client groups in support of the service 
transformation that the Government of Canada is 
planning. Each of these audiences is served by one of 
the three Gateways of the Canada Site (Canadians 
{Canadians and Residents], Non-Canadians 


[International] and Canadian Business). 


The GOL Initiative has been a catalyst in the formu- 
lation of these proposed visions, in cooperation with 


TBS and key departments. 


The Government of Canada is continuing to move 
forward on the realization of a series of service trans- 
formation principles (e.g., increased client satisfaction, 
clear accountabilities and transparency, value for 
money, etc.). The GOL Initiative has been a key 
instrument in bringing service transformation to the 
forefront from an operational perspective and the 
TBS has contributed greatly to defining the 
necessary tools to make it happen from a policy 
perspective. The Government of Canada is focussing 
on leveraging the expertise gained through the GOL 
Initiative to make a successful transition to service 


transformation. 


The GOL Legacy — Building Blocks for the 
Way Forward 

The GOL Initiative is scheduled to end its current 
mandate in fiscal year 2005—2006. Investments to 
date have supported the increased availability of the 
Government of Canada’s 130 most commonly used 
services providing convenience to clients, and 
enhanced overall service functionality. The GOL 
Initiative has also provided departments and agencies 
with the opportunity to re-think the very concept of 
service delivery by focussing on the need to integrate 
and streamline their current offerings to build part- 
nerships with stakeholders in the public and private 
sectors. Benefits mentioned in reports on a number 
of GOL services include faster service, less complexi- 
ty and/or number of program process steps, and cost 
savings to both the client and the Government. As it 
moves forward with its service transformation agen- 
da, the Government is seeking to maximize these 
benefits for both clients and taxpayers by ensuring 
that the on-line channel is a robust, secure, citizen- 


centred channel of choice for Canadians. 
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GTEC Awards 


GTEC is an annual week-long conference bringing together program managers and 
information technology developers from all levels of government and the private 
sector in Canada. It provides a series of awards for excellence and innovation in 
enabling and managing e-government within the public sector. Below is a list of 


federal services that won awards in 2004. 


For innovative service delivery to citizens 
and businesses 


GOLD 

Record of Employment Web (ROE Web), Social 
Development Canada, Human Resources and Skills 
Development Canada, Public Works and 
Government Services Canada and Treasury Board 


Secretariat 


SILVER 

Employment Insurance (EI) Electronic Claimant 
Reporting Online, Social Development Canada, 
Human Resources and Social Development Canada 


SILVER 


Canada Benefits, Social Development Canada 


BRONZE 
CANPASS Air, Canada Border Services Agency 


For enhancing government operations 


GOLD 
High Arctic Data Communication System Mark I], 
Department of National Defence 


SILVER 
Security and Military Police Information System 
Project (SAMPIS), Department of National Defence 


BRONZE 
WBRO (Web based rapid order), Canada 
Revenue Agency 


GTEC Awards 


Mae.) aes 


For securing and managing information 
assets 


GOLD 
National Defence Mine/Countermine Information 


Centre, Department of National Defence 


GOLD 
Transport Canada Automated Fingerprint 


Identification System (TCAFIS), Transport Canada 


For strategic information management 


GOLD 
Executive Correspondence Management System 


(ECMS), Agriculture and Agri-Food Canada 


For enabling e-government in Canada 


GOLD 
Citizen Access Workstation Service (CA WS) 
Insurance, Social Development Canada, Human 


Resources and Social Development Canada 


SILVER 

Social Insurance Number (SIN) Integrity and 
Authentication Services (SIAS) — Identity 
Confirmation Service Systems, Social 


Development Canada 


For innovative cross-jurisdictional 
e-government projects 


GOLD 
Collaborative Seniors Portal (Phase 1 — Brockville 
Pilot Project), Veterans Affairs Canada 


BRONZE 
Income Verification (IV), Canada Revenue Agency 


For implementing medium to large 


IT projects 


GOLD 

Secure Channel Project, Public Works and 
Government Services Canada in partnership with 
Communications Security Establishment, Treasury 
Board of Canada Secretariat, Canada Revenue 
Agency and Human Resources and Skills Development 
Canada/ Social Development Canada 


For innovative e-government pilot projects 


GOLD 
The Canadian Cultural Observatory, 
Canadian Heritage 
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Gateways and Portals 


The Canada Site includes the following portal: 
+ About Canada 


The Canadians Gateway includes 

the following portals: 

+ Aboriginal Peoples 

+ Canadians Living Abroad 

+ Children 

+ Consumer Information 

+ Culture, Heritage, and Recreation 

+ Economy 

+ Environment, Natural Resources, Fisheries and 
Agriculture 

+ Financial Benefits 

+ Health 

+ Identification Cards 

+ Jobs, Workers, Training and Careers 

+ Newcomers to Canada 

+ Persons With Disabilities 

+ Public Safety 

+ Rural and Remote Services 

+ Science and Technology 

+ Seniors 

+ Taxes 

+ Travel at Home and Abroad 

+ Youth 


The Business Gateway includes the 
following portals: 

+ Business Start-up 

+ Tax 

+ Business Information by Sector 
+ Regulations 

+ Business Statistics and Analysis 
+ Selling to Government/ Tenders 
+ Financing 

+ Human Resources Management 
+ Exporting from Canada 

+ Importing into Canada 


+ Innovation/Research and Development/ Technology 


The Non-Canadians Gateway includes 
the following portals: 

+ Going to Canada 

+ Doing Business with Canada 

+ Canada and the World 


Gateways and Portals 
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In support of GOL's objective to make services better 
and more responsive, the Government of Canada 
committed to put the most commonly used federal 
services on-line by 2005. This Appendix contains a 
range of information on these services — which services 
are complete (meaning, they have reached their 

2005 maturity target); the level of functionality they 
currently offer to clients, as well as their targets for 
2005; take-up information; and whether they have 
recently done a client satisfaction survey or used 
other means to collect client feedback. The 2005 
target levels of functionality will be a key measure of 
success in terms of the Government of Canada's 
commitment to put the most commonly used federal 


services on-line by 2005. 


Current and planned levels of functionality are 
established and reported using the following self- 


assessment tool. 


Self-assessment tool - 

information services 

Publish basic information (push) 

1. Web presence: Summary information about the 
service is available on-line, e.g., contact numbers, 
office locations and hours of operation, a general 


description of the service, etc. 


2. Basic reference: Some basic documents are on- 
line. In many cases, however, clients still need to 


use off-line sources to access these documents. 


3. Reasonably complete reference: A reasonably 
complete set of these basic documents is available 
on-line. In addition, processes are being considered/ 
developed to ensure that on-line information 
remains well-managed, that it remains accurate 


and up-to-date (e.g., content management systems). 


Customize information holdings (push/pull) 
4. Deepening of holdings: Information is increasingly 
put on-line in response to client needs/requests; 
there is an emphasis on making information available 
to clients that is otherwise difficult to access, hidden, 

or not available through off-line sources. As well, 
processes are being established to ensure that on- 


line information remains accurate and up-to-date. 


5. Segmentation: Clients are increasingly segmented 
into sub-groups, and information is increasingly 
tailored for them based on a broad range of user 
characteristics. Text is written in a plain language 
style that can be easily understood by the client 
group for which it is intended, different media are 
used to communicate information, and specialized 
portals are developed where appropriate. In addi- 
tion, some on-line interaction between clients and 


service providers is possible. For example, clients 


can submit requests for reports, surveys, etc., and 
receive automatic confirmation-of-receipt notices. 
Other interactive tools are available on-line, but 

most specific questions are still answered through 


off-line channels. 


6. Interactive tools: Clients can use a full range of 
interactive tools to receive customized information 
on-line. These tools can include, for example, data- 
base queries (including cross-tabulation requests), 
calculators, mapping tools, intelligent response 
systems, real-time discussions, etc. Live and auto- 
matic navigational aids facilitate the use of on-line 
services, where appropriate. E-mail management 
systems are in place to deal with the growing vol- 
ume of correspondence, including the increasingly 
detailed questions as information becomes more 


readily available. 


Provide client-defined access to information 
(pull) 


fond 


7. Customized profiles: Individual clients can estab- 
lish multiple profiles on-line and receive information 
based on these profiles. Subject to privacy guide- 
lines, they can also receive unprompted suggestions, 
updates, and other information based on their user 


histories, traffic patterns, etc. 


8. Partial synthesis: Individual clients have partial 
capability to pull information from diverse 
on-line sources, and they have some tools to 
combine or synthesize it in order to create new 


information products. 


9. Reasonably complete synthesis: Individual clients 
have reasonably full capability to pull and synthe- 
size information from diverse sources, which allows 
them to conduct detailed research on-line. They 
can access more complete and reliable information 
on broad policy objectives or societal outcomes — 
e.g., safer communities, a cleaner environment, etc. 


This includes not just high level trends and other 


summary data, but also the reports behind these 
summaries, raw data, and other information on the 
specific programs that are thought to contribute to 
the achievement of these objectives. Not only are 
there multiple levels of information, clients are 
also able to choose the level that is appropriate for 
them, thus contributing to greater transparency, 


accountability, and engagement. 


Self-assessment tool _ 
transactional services 
Publish (passive/passive) 


LE 


Web presence: Summary information about the 
service is available on-line, e.g., contact numbers, 
office locations and hours of operation, a general 


description of the service, etc. 


. Basic reference: Some basic documents relating to 


the service are on-line, e.g., policies, regulations, 
laws, most commonly used forms, etc. In many 
cases, however, clients still need to use off-line 


sources tO access these documents. 


- Reasonably complete reference: A reasonably 


complete set of these basic documents is available 
on-line. In addition, processes are being considered/ 
developed to ensure that on-line information 


remains well-managed. 


Interact (active/passive) 


4. 


Partial communication: Some clients can commu- 
nicate on-line with the service provider. For 
example, they can submit basic forms or documents. 
There is no confirmation of status, however, and 
clients receive the details of any outstanding issues 
through off-line sources. 


- Full communication: All clients can communicate 


on-line with the service provider. In addition, 
some interactive tools are available on-line to 
respond to queries, but off-line sources are still an 


important source of information and guidance. 


6. Reasonably complete interaction: All clients can 
submit a full range of information relating to their 
transaction, and receive individualized responses 
to their submissions, where appropriate. There is a 
reasonably complete set of interactive tools to 
respond on-line to queries. Live and automatic 
navigational aids facilitate the use of on-line services, 
where appropriate. E-mail management systems 
are in place to deal with the growing volume of 


correspondence. 


Transact (active/active) 

7. Partial completion: Clients can complete a trans- 
action on-line; something binding takes place 
between them and the service provider. This 
transaction is either partial (for example, clients 
can complete an application on-line, but need to 
use off-line sources to submit supporting documents 
or to process the application) or not available to 
everyone (for example, the transaction is in the 


pilot stage, or is being rolled out in phases). 


8. Full completion: All clients can fully complete a 
binding transaction on-line. Confirmation of the 
transaction, however, does not happen until a later 


date, and may occur through off-line sources. 


9. Full completion in real time: All clients can fully 
complete a binding transaction in real time without 
leaving the service provider's Web site. Confirmation 
of the transaction is instantaneous, and occurs 


either on-line or through an e-mail. 
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Appendix D 


SadIMas |PUOIJDESUEIL 


a exeuuy 


ervices transactionnels 


Niveau de Niveau de Nombre Pourcentage des clients ayant effectué des transactions Sondage récent Autres Sondage 
maturité Services et composantes des services développement total de 


en 2004, par mode de prestation des services’ auprès des clients mesures du récent sur la 
client en Téléphone Téléphone En (pour l'ensemble niveau de prestation 
atteint?! 2004 2005 2004 Internet - RVI - agent personne  Poste/fax du service)? satisfaction en direct 

sches et Océans Canada 

| Oui [Délivrance de permis MERE 

us | 3 |” 400000 | 


60,000 
ERP LL RENE 
ey 


7 1 


2005 


W 
QI 


+ (pour les besoins de modèle de rapport) — (i) environ 50 sondages constituant 
le projet pluriannuel financé dans le cadre du GeD 

+ (pour les besoins de modèle de rapport) — (ii) les autres sondages, au nombre 

d'environ 350, admninistrés par STC et pour lesquels une option EDR se révèle 

pratique et appropriée 

Transports Canada 


| Non | Transports — Délivrance de permis et services d'homologation 7 154,515 100 Non Non Non 
|__| + (SWIMN) Système Web d'information sur le maintien de la navigabilité Es 

+ Immatriculation et location des aéronefs (ILA) 

+ BIRM I-Store 


Travaux publics et Services gouvernementaux Canada 

| Non [Services linguistiques et multiculturels 40,000 93 3 4 Non Oui Non 
+ Système de commande en direct 
+ Termium V 


Approvisionnement et aliénation gl 8 1,664,000 85 is 10 hive ae 1 Non. Oui Non 
* Office des normes générales du Canada 


+ Programme des marchandises contrôlées 

+ Centres de distribution des biens de la Couronne 

+ Chaîne d'approvisionnement électronique — projet financé 
+ Marché en direct du gouvernement du Canada — projet financé 
+ Portail des déplacements gouvernementaux 
+ Services de sécurité industrielle en direct 

+ Système Données d'inscription des fournisseurs — projet financé 


Le Eee) 
Oui [Rémunération de la fonction publique 507,000 29 63 2 6 Oui 
+ Libre service pour les pensions des employés à Ri 
+ Développement du site Web sur la paye — projet financé £ 
+ Fonctions Web libre service des pensionnés - 
_Non __|Prestation des services immobiliers = “ 4,900 60 36 3 1 Non Oui 
____ | + Rapports en direct du Service de gestion des locaux à bureaux a 2 
a + Paiements en remplacement de l'impôt : À f x 
__|_+Limmobilier en direct re i ae À : ; 
____| + Portail des biens immobiliers : as t % 2 : 
Non __|Receveur général ay ; 52 1 Se O0rm oe Non Oui 


+ Système central de gestion des rapports financiers 


+ Système financier ministériel commun 


+ Electronic Payments — Funded 2002/03 onlu 


+ Formation au vol et éducation d'aviation 


| On considère qu'un service est achevé si le niveau de progression cible pour 2005 a été atteint et que les résultats attendus correspondants ont été mis en place. Nota : Le modèle du niveau de 
progression de service a d'abord été mis en place en 2002. Bien que certains services à cette date affichaient peut-être déjà une présence en ligne, on a demandé aux ministères et organismes de 
mettre à jour leurs plans pour l'ensemble des services en 2003. Il se peut que les services qui portent la mention « achevé » continuent de progresser au-delà de 2005. 

5 À noter que le pourcentage des clients qui ont effectué des transactions en direct dépend, par exemple, du niveau de fonctionnalité offert en direct et de la date du lancement du service en 
question. Certains des services mentionnés dans le tableau en sont encore à l'étape du développement menant à l'atteinte de leurs objectifs pour 2005. D'autres services viennent tout juste de 
commencer à offrir à leurs clients la possibilité d'effectuer des transactions en direct. Ces deux facteurs influent sur les pourcentages indiqués par mode de prestation de services pour 2004. Il 
importe également de noter que la répartition des pourcentages entre les divers modes de prestation représente le point de vue du client. Par conséquent, dans certains cas, les transactions qui, 


selon le tableau, ont été effectuées en personne comportaient la transmission de données à des ministères et organismes par voie électronique, ce qui permet de profiter des avantages de ce 
mode de prestation. || pourrait s'agir, par exemple, du versement de paiements à l'institution financière du client. 
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Services transactionnels 


Niveau de Niveau de Nombre Pourcentage des clients ayant effectué des transactions Sondage récent Autres Sondage 


maturité Services et composantes des services développement total de en 2004, par mode de prestation des services’ auprès des clients mesures du récent sur la 
2005 client en Téléphone Téléphone En (pour l'ensemble niveau de prestation 
attein 2004 2005 2004 Internet - RVI - agent personne _ Poste/fax du service)? satisfaction en direct 
Industrie Canada (suite) 
* Topographies de circuits intégrés 
SUE ES RT Se eae Nr ee | 
* Marques de commerce 
Bureau de la concurrence 
+ Demandes d'avis consultatifs au sujet des lois 
+ Numéros d'identification CA 
* Formulaires électroniques du Bureau de la concurrence 
+ Solution d+C197'analyse de la preuve et de soutien des litiges (APSL 
* Tarification et normes de service 
«+ Dépôt de plaintes ou demande de renseignements accessible par Internet 
+ Outils d'évaluation de l'étiquetage 
* Fusionnements — Formulaire de commentaires/demande de renseignements 
+ Préavis de fusionnement/certificat de décision préalable 
+ Lignes directrices sur l'étiquetage et la publicité trompeuse 
- Avis aux fournisseurs 
Initiative fédérale de développement économique pour le Nord de l'Ontario 
Constitution en société de régime fédéral 
+ Projet pilote de partenariat - dépôt des demandes dans le cadre des 
programmes provinciaux (projet financé dans le cadre du GeD 
+ BC Partnership — intiative individuelle de changement d'adresse des entreprises 
+ Documents déposés dans le cadre de la Loi canadienne sur les sociétés par actions 
* Partenariat - NUANS 
Dépôts en vertu de la Loi sur l'investissement Canada 
| Oui [Système en direct d'enregistrement des lobbyistes 
| Non |Délivrance de licence d'utilisation du spectre des radiofréquences et homologation 


+ GDOC 
* Portail du STIT 


* Spectrum Direct (projet de reconnaissance du GeD 
| Non _ | Partenariat technologique Canada 7 


7 


on 


N 
bs 
fon) 
So 
io} 
Ww 


on 


WN 
wo 


0 


Us 
D OR OR Re QC WS eo CO Se 
| Non |Bureau d'enregistrement des actions en divorce ono sse160220 
| Oui |Service d'aide à l'exécution des ordonnances et des ententes familiales 
| Oui [Saisie-arrêt pour le paiement de dettes 
Parcs Canada 
| Non |Systéme de réservation des terrains de camping de Parcs Canada 
Patrimoine canadien 
| Oui [Programmes d'appui financier 
ETC Ne de ve SANS EE PRES RSR 
PES ENT TS Arse. Ne Moris Dr Mc RER 


ia ir ee 

HORS 
FR at nr 

ROSES ARS TRE et TRE 
Brad Se 


ere 62720000 ICE ARE done TE tr Our e SI OUT Non) 
DRE RP PE CNE ER RP A | tarde CE ASC RS |e A ETES 


FES PE RE LAC CODES AC ES | ee ER FAR LR OR RE CRT ete CCE 


q exeuuy 


ervices transactionnels 


Niveau de Niveau de Nombre Pourcentage des clients ayant effectué des transactions Sondage récent Autres Sondage 
maturité Services et composantes des services développement total de en 2004, par mode de prestation des services’ auprès des clients mesures du récent sur la 
2005 client en Téléphone Téléphone En (pour l'ensemble niveau de prestation 
atteint?! 2004 2005 2004 Internet - RVI - agent personne  Poste/fax du service)? satisfaction en direct 
Développement social Canada ; 
Régime de pensions du Canada Pew 
+ Calculatrice du revenu de retraite canadienne | 198,750 | 
+ Autres demandes simplifiées de prestations du RPC | 795,000 | 
+ Relevé des cotisations en direct | 568,477 | 
+ Demande simplifiée de prestations de retraite du RPC | 492618 | 
+ Feuillets de renseignements fiscaux | 69,000 | 
* Mon compte de pension — demande et mise à jour [ 727500 | 


605,175 
69,000 


Diversification de l'économie de l'Ouest Canada 
| Oui [Service de financement des subventions et contributions 
* Programme de développement des communautés (PDC) 
+ Programme d'investissement dans l'innovation et les communautés (PIIC) 
+ Programme du réseau de prestation de services (PRPS) 
+ Programme de prêts et d'investissement de DEO (PP!) 
+ Rapport des partenaires et Système de mesure de rendement (SMR) de DEO 
+ Programme de diversification de l'économie de l'Ouest (PDEO) 
+ Initiative pour les femmes entrepreneurs (IFE) 
Environnement Canada 
Oui _|Règlements et permis 
+ Plan d'urgence environnementale 
+ Cartes à mémoire 
Gendarmerie royale du Canada 
| Oui [Police fédérale ; 
+ Projet CHOIX 
+ Signaler le crime économique en direct 

Industrie Canada ; 

Non __| Programme de développement des entreprises autochtones 
+ Approbation 
. SR 
+ Demandes de paiements électroniques 
__| Surveillance 3 Sra 

___| + Déclaration d'intention en ligne (demande) _ 

Non | Faillite et insolvabilite 


20 Non Oui Non 


és 
LS 


G50; pets see 15 50 Oui Oui 


112,000 40 5 1 54 Non 
800 \ 100 Oui. 


| | > Traitement de demande de prêts 


"| Office de la propriété intellectuelle du Canada 


Droit d'auteur 


Dessin industriel 


+ Produits d'information 


100,000 22 78 Oui 


Services transactionnels 


Niveau de Niveau de Nombre Pourcentage des clients ayant effectué des transactions Sondage récent Autres Sondage 


maturité Services et composantes des services développement total de en 2004, par mode de prestation des services’ auprès des clients mesures du récent sur la 
2005 client en Téléphone Téléphone En (pour l'ensemble niveau de prestation 
atteint? 2004 2005 2004 Internet - RVI - agent personne Poste/fax du service)? satisfaction en direct 


Commission de la fonction publique du Canada 


DE D RSR Ne A Ne TE ae] 


+ Programme fédéral d'expérience de travail étudiant 
+ Recrutement général 


| Oui | 
ESS 
ms 
|__| + Recrutement en technologie de l'information 
er 
ESS 
ES 


+ Recrutement postsecondaire 
+ Site Internet de la CFP 

FRUITS ER NE RSR TES SRE 
Défense nationale 
| Oui [Recrutement des Forces canadiennes 
| Oui [Acquisition et soutien du matériel 
Développement des ressources humaines Canada 
| Oui [Programme canadien de prêts aux étudiants 
[ | + Outils de planification financière 

* Outils de planification de l'apprentissage 

* Outils de demande de prêt 

* Outils de gestion de prêt 

* Outils de planification de prêt 

* Outils de remboursement de prêt 
Services d'assurance-emploi pour les particuliers 
eee Way anita eR eae Ie re ner 
Pati ete er a ree a ae aii RE EE eh | 
Services d'emploi 

+ Échange électronique de main-C140d’ceuvre 

* Avantages et mesures de soutien de l'emploi 

+ Programme de financement des services d'emploi 

* Services pour les travailleurs étrangers 

* Guichet emplois 

+ Service national d'information sur le marché du travail 

* Stratégie Emploi-Jeunesse 
Service fédéral de médiation et de conciliation 
Service de transaction de travail 

+ Candidature aux prix d'excellence 

* Rapport annuel des employeurs concernant les situations hasardeuses 

« Système de rapports informatisés sur l'équité en matière d'emploi 

+ Rapport du Comité de santé et de sécurité 
Initiative nationale pour les sans-abri 


=) 


N 


4 


LENS Eh 5.9/5 |e 50 000: 
| Oui [Numéro d'assurance sociale _ ESC RC RON OI PSN ES 
Développement économique Canada pour les régions du Québec 

| Non — | Programmes financiers pour les PME 

* Organismes a but non lucratif 

+ Petites et moyennes entreprises 


a exeuuy 


Services transactionnels 


Niveau de Niveau de Nombre Pourcentage des clients ayant effectué des transactions Sondage récent Autres Sondage 


maturité Services et composantes des services développement total de en 2004, par mode de prestation des services’ auprès des clients mesures du récent sur la 
2005 client en Téléphone Téléphone En (pour l'ensemble niveau de prestation 
atteint?! 2004 2005 2004 Internet - RVI - agent personne  Poste/fax du service)? satisfaction . en direct 


Agence du revenu du Canada (suite) 


Anciens Combattants Canada 
| Non |Pensions, allocations et soins de santé 
+ Soins de santé 
* Chèques de pension et d'allocation 
+ Services de prestations et de soins de santé en direct 
Bureau du Conseil privé 


Oui Messages de félicitations du Premier ministre Con 57,445 2413] L ales Bee ~ Non [_Non 
Centre des armes à feu du Canada 
Programme canadien de contrôle des armes à feu Non Non Non 
+ Demandes d'enregistrement des armes à feu 
* Demandes de transfert d'armes à feu 5 92 
+ Vérification de l'état de votre demande — permis et enregistrement 
Citoyenneté et Immigration Canada 
Oui {Intégration des nouveaux arrivants dans la société canadienne 4 4 374,071 50 50 Non Non Non 
* ISMRP — Immigration — Système de mesure pour la reddition de comptes 


+ Modification des renseignements sur les détenteurs de permis 
112,969 
+ LIPR — Loi sur l'immigration et la protection des réfugiés 


Oui _| Protection des réfugiés et d'autres ayant besoin d'être réinstallés 3 3 36,296 99 i 
| Non [Sélection des immigrants et des visiteurs au Canada 1,388,906 70 30 
+ Changement d'adresse électronique (fonction mise en œuvre en 2001 
et non financée à l'heure actuelle) 7 4 


* État de la demande du cyberclient — projet financé par le Conseil du Trésor 
(exercice financier 2001-2002, 2002-2003) É 

+ Paiement électronique — projet financé par le Conseil du Trésor en 2002-2003 

* Besoins fonctionnels en matière de transactions électroniques — projet financé 


foo} fos) 
0} Co 
} 


eUUTATATETIE 
US JUSUWBUJSANON ee 


__ par le Conseil du Trésor en 2002-2003 = 3 3 x 
* Services d'information du regroupement Se rendre au Canada — passerelle 
___| ___financée par le Conseil du Trésor d 7 gi a 
Commerce international Canada 
Oui [Contrôles à l'exportation et à l'importation DR DRE js pee 9 9 | 125] _100 ; i nue Non Oui Non 


un 
foe} 


Non | Délégué commercial virtuel, gestion électronique des relations avec les clients 80,000 70 10 20 Oui Non 
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Niveau de 
maturité Services et composantes des services 
2005 


Affaires étrangères Canada 

| Non {Services des passeports 

Affaires indiennes et du Nord Canada 

| Non [Programme d'emploi des Autochtones 

| Oui |Gestion et protection de l'environnement 


| | Sites contaminés 


valuation environnementale 


* Réservoirs de combustible 
* Sites d'enfouissement des déchets 


Services transactionnels 


Niveau de 
développement 


2004 


2005 


Nombre 

total de 

client en 
2004 


2,500,000 


[| | -Intitiative de développement de la capactié de gestion environnementale 


| Non |Paiements de transfert aux Premières nations et aux Inuits 


* Déclarations d'information 
+ Services d'information 


Pourcentage des 


Internet 


Téléphone Téléphone 


- RVI 


ients ayant effectué des transactions 
en.2004, par mode de prestation des services’ 


- agent 


22,000 


417,000 


pose OIE 


En 
personne 


Poste/fax 


Sondage récent 


Autres 


auprès des clients mesures du 


(pour l'ensemble 
du service)? 


iveau de 
satisfaction 


Sondage 
récent sur la 
prestation 
en direct 


a exeuuy 


Services d'information 


Niveau de Services et composantes des services Niveau Niveau Volume d'interactions entre les clients et le gouvernement Sondage récent Sondage Autres 

maturité de de maturité par mode de prestation de service en 20042 auprès des clients propre à la mesures du 
2005 maturité visé pour Téléphone Téléphone En (pour l'ensemble prestation niveau de 

2004 2005 Internet - RVI - agent personne Poste/fax du service)? en direct? satisfaction 


atteint?! 
Statistique Canada | 
| Oui [Communication et diffusion ; E az 
| Oui [Relations avec les intervenants 

Transports Canada — 


CESR 

CHR 

| Non [Sensibilisation aux transports DRE] 
* Accès au site Web Voyage rare Ae 
ERA 

| 29,000 | 


29,00 


5,313,000 


' On considère qu'un service est achevé si le niveau de progression cible pour 2005 a été atteint et que les résultats attendus correspondants ont été mis en place. 
Nota : Le modèle du niveau de progression de service a d'abord été mis en place en 2002. Bien que certains services à cette date affichaient peut-être déjà une présence en ligne, on 
a demandé aux ministères et organismes de mettre à jour leurs plans pour l'ensemble des services en 2003. Il se peut que les services qui portent la mention « achevé » continuent de 


progresser au-dela de 2005. 
2 Certains des services mentionnés dans le tableau en sont encore a l'étape du développement menant à l'atteinte de leurs objectifs pour 2005. Certains autres ont ajouté certaines fonctions. 


Ces deux facteurs influent sur le nombre correspondant d'interactions sur Internet en 2003. 


Services d'information 


Niveau de Services et composantes des services Niveau Niveau Volume d'interactions entre les clients et le gouvernement Sondage récent Sondage Autres 

maturité de de maturité par mode de prestation de service en 2004? auprès des clients propre à la mesures du 
2005 maturité visé pour Téléphone Téléphone En (pour l'ensemble prestation niveau de 

atteint?! 2004 2005 Internet — RVI - agent personne Poste/fax du service)? en direct? satisfaction 


Ressources naturelles Canada 
| Non [Accès à l'information et aux services de RNCan 
* Librairies électroni 
+ Projet de revitalisation d'Internet 
+ Permis, certification, subventions et contributions 


74,70 


e DES RER (ETSRRE SES 
RTE) BE 


12,974,90 40,000 


,700 
SRE 
| 500 
RESTES EEE 
DR 
ia aad 


+ Système national de surveillance du diabète 
* Réseau de surveillance médicale au Canada 
«+ Système en direct de déclaration des cosmétiques 
+ Système électronique de réglementation de l'ARLA 


* Sécurité des milieux PRAIRIE EN PRE RSR RES 
- Rationalisation de la prestation des services à l'aide de la collaboration électronique [TE 


Sécurité publique et Protection civile Canada 
| Oui [Protection des infrastructures essentielles 


a exeuuy 


Services d'information 


veau de Services et composantes des services Niveau Niveau Volume d'interactions entre les clients et le gouvernement Sondage récent Sondage Autres 
maturité de de maturité n de service en 20042 auprès des clients propre à la mesures du 

2005 maturité visé pour phone En (pour l'ensemble prestation niveau de 
atteint?! 2004 2005 


Internet - agent personne  Poste/fax du service)? en direct? satisfaction 


Non Oui Oui 
Non Non 
4,000 1,000 1,000 Non Non 


120,000 2,000 | 20,000 1,000 Non Non 
Non 


Patrimoine canadien | 

| Oui [Citoyenneté active et participation communautaire 
+ Portail de consultation 
+ Consultations électroniques 


Contenu canadien (savoir et information eee ste toa 


+ Institut canadien de convervation 283,045 


RNCS 
PAR SES Las 
PE RU 
ETS TRS 
EU GE 

+ Réseau canadien d'information sur le patrimoine PU ER Mr) 
S258 
ee ar 
Sie wee 
BAINS SE ae 
a Oe eas 


+ Préserver mon patrimoine 191,040 
¢ Musée virtuel du Canada 9,750,000 


Participation et engagement dans le domaine culturel 

+ Observatoire culturel canadien (lancé à la mi-novembre 2003) 

+ Culture.ca (Passerelle de Culture Canada) 

Pêches et Océans Canada 

| Non [Portail de Pêches et Océans 
Information sur la sécurité maritime 

+ AvaDepth 

+ Avis nationaux aux navigateurs 

+ Avis à la navigation (régional 

+ Ports pour petits bateaux 

+ Prédictions du niveau de la marée et de l'eau 

Comprendre les eaux et les ressources aquatiques du Canada 

* Services d'information sur l’environnement 

+ Données statistiques sur les pêches 

+ Outil de repérage des activités du programme des océans 

+ Services d'information sur les ressources renouvelables 


+ Services d'information scientifique 


138,216 
1,802,900 


200,000 


169,000 


Non 
Ressources humaines et Développement des compétences Canada 
Oui Subvention canadienne pour l'épargne-études 


U1] WN} Oy] OF 


pa 


WIN) Oa} oa 


+ Calculateur du coût des études postsecondaires 
+ Formulaires 3 
+ Formation des promoteurs 


Services d'information 


Niveau de Services et composantes des services Niveau Niveau Volume d'interactions entre les clients et le gouverne Sondage récent Sondage Autres 
maturité de de maturité par mode de prestation de service en 2004? auprès des clients propre à la mesures du 


2005 maturité visé pour Téléphone Téléphone En (pour l'ensemble prestation niveau de 
atteint?! 2004 2005 Internet - RVI - agent ersonne - Poste/fax du service)? en direct? _satisfact 
Industrie Canada 
| Oui __ [Produits de renseignements commerciaux - Strategis er ee AP ee ee Se Te a ee 
|__| __+ Information pour les consommateurs Eas PRE EN ae Bee ee LE se ES SR Aa 
|__| + Répertoire d'entreprises canadiennes CCP RER LPS er ee 1 CPR Re a LR RME EE 
LES e économique et information statistique RER DIR OR ER RSR RE Se EST PE Le Se Es 
|__|" * Information pour l'emploi et l'a ENTER RE ENCORE ORNE eT eS RE a er Fes 
|__| Information sur les secteurs de l'industrie RES PEN SES ARS RO ae ES) DS NE ee eu er 
[| * Information sur la recherche, la technologie et l'innovation So Sel PREE Oe FRERE RECENT SET AS ET PTE RS ee 
|__| + Information sur le commerce et l'investissement BR ARR ER an MS Ea FR REED OS) DAS A PNR EE 
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